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ABSTRACT 
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An i nbound/ou tbound call record processing system and 
method processes outbound call records for use with 
inboun d tpJephnne calls. The call record processing system 
includes a call record finder that finds outbo uno^callTe'cords 
tfiat matcB an iiibouna telephone call, for example,* by 
searching a cal l record index tab le including a plurality of 
indexed ca lLrecords corresponding to a plura lity of out- 
bou nd call records in one o r more outbound call lists. One 
way of finding matching outbound'call records is by receiv- 
ing and automatically identifying a telephone number asso- 
ciated with the inbound telephone call and searching for an 
indexed call record having a searchable key field that 
matches the telephone number. If no records are found by 
searching for the telephone number, a search can be made 
based upon requested information provided by the calling 
party. When a matching outbound call record is used for an 
inbound telephone call, the call record is listed in an 
exclusion list, excluding the matching call record from being 
called and processed as an outbound telephone call. The call 
record processing system also includes a call record updater 
that stores updated call records and new call records gen- 
erated as a result of inbound telephone calls in a call record 
update table, which is also searchable by the call record 
finder. The outbound call lists can then be updated based 
upon the call records in the call record update table. 

26 Claims, 4 Drawing Sheets 
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INBOUND/OUTBOUND CALL RECORD 
PROCESSING SYSTEM AND METHOD 

FIELD OF THE INVENTION 

The present invention relates to telephone call record 5 
processing in telephone call centers, and more particularly, 
to a system and method for processing call records for use 
with both inbound telephone and outbound telephone calls 
in a telephone call center. 

10 

BACKGROUND OF THE INVENTION 

Many businesses and customer service organizations uti- 
lize a telephone call center to place outbound telephone calls 
an d receive inbound telephone calls""tb ana rrom cust omers 
or potential customers, for example, for credit collection or 
telemarketing, rnmpntfir tel ephony integration ( CT1) has 
allow ed telephone call centers to more efficiently han dle 
b dth outbound telephone calls and inbound telephone calls. 
Th ese computerized telephony systems typically inclu de an 2Q 
a utomated dialer that automatic_all y_places outtoouncT tele- 
p hone calls, an autom aiic^c^ll distribut or (ACD) that handles 
large volumes of inbound telephone callsTSnd a telephone 
call center management system that controls these and other 
components of the telephony system. One example of a ^ 
system and method for integrating outbound and inbound 
telephone calls is disclosed in greater detail in U.S. Pat. No. 
5,586,179 issued Dec. 17, 1996, assigned to the assignee of 
the present invention and incorporated herein by reference. 

Telephone call centers also include a number of audio 30 
head sets and data terminals used by agents or operators to 
communicate with the called parties and calling parties. 
Using the data terminal, such as a PC, the agents can view 
and/or enter call record data pertaining to the party (e.g., the 
customer or potential customer) and the transaction being 35 
made. The telephone call center management system typi- 
cally controls the allocation of the agents to the inbound 
and/or outbound telephone calls and the management of the 
data presented to the agents and entered by the agents. The 
processing of a series of telephone calls (inbound or 40 
outbound) in a telephone call center is often referred to as a 
call campaign. 

To initiate an outbound call campaign, the telephone call 
center management system generates a predefined, sorted 
customer call list having a number of customer call records 45 
(CCRs) including, for example, a telephone number to be 
called, a name, address, account number, and other infor- 
mation pertaining to the customer and the transaction. 'Hie 
call records pertaining to an outbound call campaign are 
typically downloaded from a call record source, such as a 50 
host computer, and are organized", e.g., according to the 
calhng4imepnto~trie~cairiists.* r rhe telephony system reads 
a call record from the predefined call lists, displays the 
information from that call record on a display at a terminal 
of an available agent, and dials the telephone number, either 55 
automatically or at the request of the agent. The system 
monitors the call and if an answer is detected, the called 
party is connected to the agent. The agent can then enter 
additional information and the call record in the call list will 
be updated accordingly upon completion of the outbound go 
telephone call. 

Outbound telephone calls are typically grouped according 
to a particular application. One example of an outbound 
telephone call campaign is in the field of telemarketing 
where the agents or telemarketing service representatives 65 
(TSRs) market products and/or services to the called party 
and take orders for the products and/or services. In this 
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example, the telephone calls may be grouped according to 
the type of product or service that is being marketed. 

Typically, for every outbound call application there is also 
an inbound call application. Customers or potential custom- 
ers that have been called or are scheduled to be called in the 
outbound call campaign often place an inbound telephone 
call pertaining to that application. For example, a customer 
may be calling regarding an order placed during an out- 
bound call made earlier in the day, or a potential customer 
may be calling back to place an order. 

For an inbound telephone call campaign, the ACD or 
other similar device receives the inbound telephone calls and 
distributes the inbound telephone calls to the appropriate 
available agent. Typically, the call center management sys- 
tem determines the appropriate agent(s) and allocates the 
agent accordingly. Upon requesting information from the 
calling party, such as a name, address, telephone number, or 
account number, the agent can obtain additional information 
pertaining to the calling party, if any exists, from the host 
computer. Alternatively, a Voice Response Unit (VRU) can 
be used to request the information from the calling party and 
automatically transfer any additional information from the 
host computer to the agent. Such a system is described in 
greater detail in U.S. Pat. No. 5,164,981 issued Nov. 17, 
1992, assigned to the assignee of the present invention and 
incorporated herein by reference. 

Although the inbound and outbound calls can be inte- 
grated in a single telephone call center, the existing call 
center management systems process call records for inbound 
telephone calls independently of the call records used for 
outbound telephone call campaigns. The existing telephony 
call systems retrieve call records from the host for use with 
inbound calls and do not have the ability to access the 
up-to-date call records organized in the outbound call list. 
The existing systems also do not update the cal l records in 
t he outbou nd call list as a result of the changes made during 
inbo und telephone ca lls. ' ~ 

Thus, the agents may be unaware of a recent transaction 
with a customeT"nraie"T3uTiflg an outboUrtd~C^ wHen that 
customer pl aces an inbound call, or vice versa. A s a result, 
customers or potential customers may be inconvenienced 
when asked to provide information that was previously 
provided during an outbound telephone call to that customer 
or potential customer. Also, customers or potential custom- 
ers may be unnecessarily called during an outbound call 
campaign after the customer or potential customer has 
previously placed an inbound telephone call. Overall, exist- 
ing telephony call systems do not efficiently process call 
records used for both inbound and outbound telephone call 
campaigns. 

Accordingly, a need exists for a system and method for 
processing inbound and outbound telephone calls that 
allows call records in an outbound call list to be accessed 
and used for inbound telephone calls. A need also exists for 
an inbound/outbound call record processing system and 
method that efficiently and automatically retrieves the 
desired call record in the outbound call list and provides the 
call record to an available agent to minimize the time that the 
calling party must wait. Furthermore, a need exists for an 
inbound/outbound call record processing system and 
method that updates the call records in an outbound call list 
with any changes that have been made as a result of inbound 
telephone calls. 

SUMMARY OF THE INVENTION 

The present invention features an inbound/outbound call 
record processing system, for processing call records for use 
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with both inbound telephone calls and outbound telephone 
calls in a telephone call center. The inbound/outbound call 
record processing system comprises at l east one_outbou nd 
c all list including a plurality of call records each hav ing a 
re cord identifier and a plurality of data nelds . Tne~system 5 
also comprises a c all record index table including a plur ality 
of indexed call records corresponding to the call record s in 
the outbound call list. Each of the indexed call records 
includes a record identifier corresponding to the record 
identifier of one of the call records in the outbound call list no 
and includes one or more searchable key fields. The system 
further comprises a call record finder, responsive to at least 
one inbound telephone call from a calling party, for receiv- 
ing identification data associated with the calling party, for 
searching at least the call record index table for key field 15 
data matching the identification data, for obtaining a record 
identifier of a matching call record having the matching key 
field data, and for retrieving the matching call record from 
the outbound call list. 

The identification data can include an automatically iden- 20 
tified telephone number of the calling party or requested 
information provided by the calling party, such as a name, 
zip code, or account number. 

The system further comprises an exclusion list, for esting 
call records to be excluded from out bound telephone c alls. 
Matching call recor ds iound by the cal l record finder to be 
used for inb ound telephone calls are placed in the exclusion 
fisL^ * 

~ The system further comprises at least one call record 
update table including a plurality of updated call records that 
have been updated as a result of inbound telephone calls. A 
call record updater is responsive to a completion of the 
inbound telephone call, for inserting an updated call record 
into the call record update table. The call record update table 
is searchable by the call record finder. 

The system also preferably includes a call list updater, for 
updating the outbound call list with the updated records in 
the call record update table. The system also preferably 
includes a call record index table creator/updater, for creat- 40 
ing the call record index table based on the one or more 
outbound call lists and for updating the call record index 
table based on changes to the one or more outbound call 
lists. 

The present invention also features a method for process- 45 
ing call records for use with both inbound telephone calls 
and outbound telephone calls in a telephone call center. The 
method comprises the steps of: providing one or more 
outbound call lists including call records used to make 
out bound telephone c alls, wherein each call record includes 50 
a c all re^ aLdidfcniilief and a plurality of data fields; receiving 
at l east one inbound telephone cajltrom a callin g party and 
ide ntification Hntn a«™*"f»H ZZfh ^ g alling D artvTfnTtiirig 
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east one matching call record having the ide ntification 
d ata of.' the calling party in the outbound call listTp lacing the 55 calls, as will be described in greater detail below. In the 



table, the step of finding the matching call record includes 
searching a call record index table for an indexed call record 
having the key field data that matches the identification data, 
wherein the indexed call record having the key field data that 
matches the identification data includes a record identifier 
corresponding to the record identifier of one of the call 
records in the outbound call list; and retrieving the matching 
call record having the corresponding record identifier found 
in the call record index table from the outbound call list. 

The method preferably includes first searching the 
updated call record table and/or the indexed call record table 
using an automatically identified telephone number of the 
calling party and then using requested information provided 
by the calling party, if a matching record with the telephone 
number is not found. The preferred method further includes 
the steps of creating a new call record when a matching call 
record is not found; and inserting the new call record in the 
call record update table. 

The preferred method further includes the steps of: updat- 
ing the outbound call list with the updated call records in the 
call record update table; deleting the excluded call records 
from the exclusion list; and assigning new call records in the 
call record update table to a new call record table. 

DESCRIPTION OF THE DRAWINGS 

These and other features and advantages of the present 
invention will be better understood by reading the following 
detailed description, taken together with the drawings 
wherein: 

FIG. 1 is a schematic block diagram of an inbound/ 
outbound call record processing system used in a telephone 
call center, according to one embodiment of the present 
invention; 

FIG. 2 is a schematic illustration of outbound call lists and 
an outbound call record index table created from the out- 
bound call lists, according to the present invention; 

FIG. 3 is a flow chart illustrating a method of processing 
outbound call records for use with inbound telephone calls, 
according to the present invention; and 

FIG. 4 is a flow chart of a method of searching for a 
matching outbound call record for use with an inbound 
telephone call, according the preferred method of the present 
invention. 

DETAILED DESCRIFHON OF THE 
PREFERRED EMBODIMENT 

The inbound/outbound call record processing system 10, 
FIG. 1, according to the present invention, processes call 
records for both in bound telephone ca lls and outbound 
te lepja gne calls in a telephone can center ^t2^ (^ "accessing 
oulboundcall records for use with inbound telephone calls 
and by updating outbound call records as a result of inbound 



matching ca ll record into an exclusion list of excluded c all 
reco rds, tor excluding the _maKr" n g ral1 rf> rr?r^ from being 
usgtffor outbound telephone ca lls; transferring the matching 
call record to a agent terminal assigned to the inbound 
telephone call, for processing said inbound telephone call 
and updating said matching call record to generate an 
updated call record; and inserting the updated call record 
into a call record update table. 

The method of finding the matching call record preferably 
includes first searching the call record update table for an 
updated call record having the identification data. If the 
matching call record is not found in the call record update 
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exemplary embodiment, the inbound/outbound call record 
processing system 10 is implemented as part of a telephone 
callc£jilrr managrmrnt system 14, such as the type sold 
under the name UNISON® by Davox Corporation of 
Westford, Mass. This type of a system is described in greater 
detail in U.S. Pat. No. 5,592,543 issued Jan. 7, 1997, 
assigned to the assignee of the present application and 
incorporated herein by reference. The present invention also 
contemplates using the system and method of the present 
invention with other types of call center management sys- 
tems used to control inbound and outbound telephone calls 
in a telephone call center, as is known in the art. 
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The tel ephone call ce nter 12 typically includes an inbound 
call handler 16, such' as an Automatic C all Distributer 

tf aler 
bound 



^fcr handling the inbound telephone calls, and a 
> s uch_as_ a predictive dialer, for placing the out- 
telephone calls over one or more telephone trunk 
lines 20, as is well known in the art. The present invention 
contemplates an i nbound call handler 16 and diale r 18 
provided as separate units or as a single unit capable of 
receiving inbound telephone calls and placing outbound 
telephone calls. A host computer 22 stores information 
pertaining to the outbound and inbound telephone calls, such 
telephone numbers, names, addresses, account numbers, 
transaction information, and other customer or potential 
customer information. A plurality of headsets 24 or other 
type of audio transmitting devices connect an available 
agent to the inbound or outbound call over one of the 
telephone lines 20, for conversing with the calling or called 
party. A plurality of data terminals 26 receive and display 
information pertaining to the inbound and outbound tele- 
phone calls and allow input of additional data as a result of 
the telephone calls. 

The present invention also contemplates other compo- 
nents commonly used in telephone call centers, such as a 
Voice Response Unit (VRU) that provides a recorded mes- 
sage to a party and requests information to be entered by the 
party, e.g., using a touch tone telephone. The call center 
management system 14 manages and controls the operation 
of the inbound call handler 16, the dialer 18, the agent 
terminals 26, the host 22, as well as other components of the 
telephone call center 12. 

In general, the call record processing system 10 includes 
a c all record finder 30 and a call reco rd updater 36. The call 
record finder 30, in response to an inbound" telephone call, 
se arches a call record index ta ble 32 having a plu rality of 
indexed call records corresponding to call records in one or 
more outbound call lists 34. The call record finder 30 
searches the call record index table 32 for matching call 
records in the outbound call lists 34 that can be used for the 
inbound telephone call. T he call record upd ater 36, in 
response to the completion of an inbound telephone call, 
records the changes made to the outbound call records as a 
result of the inbound telephone call, using one or more call 
r ecord update tables 38 cr eated for the particular app lication. 
The call record update table(s) Is searchable by the call 
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that particular application. The call record index table 32 
includes a plurality n f indexed call record s 46 having a call 
li st identifier 48, recor d identifier SO , and one or more 
searchable key fields^ used to locate the matching call 
record in the outbound call lists 34. The key fields 52 include 
searchable data pertaining to the call record, such as a 
telephone number, name, zip code, account number, order 
number or any other type of searchable data. In each of the 
indexed call records 46, the call list identifier 48 corresponds 
to one of the grouped call lists 34 and the record identifier 
50 corresponds to a record identifier 42 of one of the call 
records in the call lists 34. Accordingly, there is a one-to-one 
relationship between the call reco rds 40 in the outbound call 
lists 34 and t he ind exe d call records 46 in th e call record 
in dex ta ble 32^t bat corresponds to that particular oulSo und 
call a pplication , ine call record index table allows matching 
records to be found quickly and efficiently. 

The call record processing system 10, FIG. 1, preferably 
includes a call record index table creator/updater 54 that 
creates the call record index table 32 and periodically 
rewrites the call record index table 32 based on the outbound 
call lists 34 available on the system. The call record index 
table creator/updater 54 also updates the call record index 
table 32 as a result of changes in one of the call lists 34, for 
example, by deleting call records, inserting call records, 
and/or renaming call records. 

In one embodiment, the call record update tables 38 
include two ancillary stub tables for recording the changes 
made to the outbound call records during inbound telephone 
calls. One of the tables is a record storing table specific to 
each application and has a structure substantially identical to 
a call record list 34 for the particular application with two 
additional fields, namely, a call list name field and a time 
stamp. The application specific record storing table gener- 
ally includes a row as a result of each inbound telephone 
call. The other table is an update tracking table generic to all 
call campaigns and identifies each record storing table to 
which updated and/or new records have been added and 
identifies the corresponding call list. Whenever an updated 
call record is added to one of the call record storing tables, 
a row is added to the update tracking table. 

A call list updater 56 updates the outbound call lists 34 
with the updated and new call records recorded by the call 



r ecord finder 3 U fc^ mrmatching call records that may ha ve 45 record update tables 38. For example, when the outbound 
bccnj ^ccnily npHateTor added as a result o f a previous cal Uampaigns arc finis hed fonthc dav. the call list updater 

56 goes through the update tracking table to determine eac h 
of the record storing tables that h ft w hp ** n worked on fortKa t 
day and updates the appropriate call lists 34 with theup d ated 
afld /or ttew"call records in the, reco rd storing faMe^ccord- 

The call record processing system 10 further i ncludes a n 
exclusion list 58, for excluding call records from being 
called and processed in the outbound telephone call cam- 
paign. The outbound call records found by the call record 
finder 30 for use with an inbound telephone call are listed in 
the exclusion list 58 so that a redundant outbound telephone 
call for that record will not be made after the inbound 
telephone call is processed using that call record. 

In the preferred embodiment, the call center management 
system includes an niiihmirjf] ^ ^camp aign jnanage^ gMhat 
obtains a <-flll rem r( \ f mm tfr ft pnthnnnd call lists 34 and 
i nitiates outbound dialing of the jele phpnp mimhpr iprhiHpd 
in the call record using the dialer 18. Th e outbound c all 
c^ajpa^n^r nana^er responsive to the exclusion list 58 
a ndwi n n'nt jnina^ Hiniin^r nf a.i^ph^n* 1 num ber if that call 
record is listed in the exclusion list. When an outbound call 

■ "T- 



inbound call and is used to update the outoound call lists 34 
with anpehanges made during inbound telephone calls. 

Each of the call lists 34, FIG. 2, preferably has a name 
(e.g., CallList 1, CallList 2, . . . CallList n) and includes a 
plurality of call records 40. Each of the call records 40 in the 
call lists 34 include a record identifi er 42 (e.g., Rccord#l, 
Record#2, . . . Record#n) and a plurality of fields 44 
including information pertaining to the party to be called, 
such as a name, address, account number, order number, or 
other customer or potential customer information and trans- 
action information. The call lists 34 are preferabl y o rganiz ed 
and grouped acco rding to a particular application. su ctTas a 
tel emarKeimg application or credit collections applicat ion, 
and are otten referred to as customer call records (CCRs). 

Th ^JiaLLE^ irH ^ fnr a parti'nilar.app1i/»ati>n flTf dflWnlflnflfd 
fro m the POSL2? fO foe ca),l renter managp.mejjt 14 

wfiere the call r ecords are organized and sorted into the 
otllbolluU cair lists 34 to be processed as an outbound call 
cam pai&d, — 

For each application , an outbound call record index table 
32 is created that corresponds to the group of call lists 34 for 
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is answered and the called party is connected to the headset number, time stamp, the field name(s) to be updated, and the 

24 of an available agent, information pertaining to the called text to be added to the updated field. The insert script also 

party in the call record from the outbound call lists 34 is inserts a row in the update tracking table with the name of 

transmitted to the terminal 26 of the agent so that the agent the record storing table for the particular application and the 

ca n view the information, modify the information, and/ or 5 name of the corresponding outbound call list 34. - 

ad cr new information to the call, record while convers ing Referring to FIG. 3, the method of processing inbound It 

wi th the called party. An outbound call campaign typically telephone calls with call records in the outbound call lists, I 

continues until all of the call records in the call list 34 according to the present invention, begins by receiving an 

associated with that campaign have been dialed. in bound ie|ephnpe can st£fi44-0?4 fi ^p t apnn^ tn ihe inhnn nri 

In the preferred embodiment, the call center management 10 telephone call. the^gTTr^nrd finder^O-lnffes u p the match - 

system 14 also includes an inbound call campaign manager ina callrecord, step U27by searching the call recm &jipdate 

6i?tha t initiates the searchingTSTrnatchiri'g call records using taMej5i38 anoTorthe call record index table 32. Wfrep7hc 

the call record tinder 30 and initiates the reco rding = of rrjairhjn^cnr^ found, the. n»fv»wl i s p]?™^ jp 'he *vfl"- 

updated and new call records using the call recordllpafer sjinj list.SK, step 114, so that the matching record will not be 

36 and the call record update table(s) 38. An inbound call 35 called during the outbound telephone call campaign. The 

campaign typically exists when parties, such as customers or agent uses the matching call record to process the inbound 

potential customers, on the outbound call list place inbound telephone call and makes any necessary updates" to the call 

telephone calls. For example, the party may be calling back record, step 116, as a result of the inbound telephone call, 

in response to a previous outbound call to that party, or the The updated call record is then added to the appropriate call 

party may be calling before that party's call record has been 20 record update table 38, step 118. 

selected from the outbound call list 34 for dialing. When an According to one method, the processing of inbound 

inbound telephone call is received and a calling party is telephone calls using outbound call records continues until 

connected to the headset 24 of an available agent, the the outbound call campaign is completed, step 120. Upon 

matching call record from the outbound call lists 34 (if completion of the call campaign, the appropriate call lists 34 

found) is automatically transmitted to the terminal 26 of the 25 are updated based on the updated call records in the call 

agent. record update table(s) 38, step 122. Th e excluded call 

The call record finder 30, call record updater 36, call ^mrords are rjeleted or clear ed from the exclusion list 58, st ep 

record index table creator/updater 54, and call list updater 56 124. A ny new call recordspneratedbv the agent ana store d 

are preferably implemented as software in the form of one in the call record upd ate table(s^_38 are assigned t o "an 

or more scripts that run on one or more computers in the 30 appropriate nf,w rail list, ^tep 126. Further, the call record 

telephone call center 12, e.g., the PCs used as the agent index table 32 is updated, step 128, for example, by 

terminals 26, the host computer 22, or any other computer re- writing the index table 32 to list indexed call records 

used as part of the call center management system 14. Waving modified or new key fields, and the call record update 

In one embodiment, th e call recor d finder 30 is imple, - 40 is truncated and prepared for further call record 

mented as o P p nr mom ^rriptQ th^i aTeHnvoked bv the 35 processing, step 130. The steps of updating the outbound call 

in bound call campaign manager 60 to search for the m atch- lisls 34 and creating/maintaining the call record index table 

in s call records based on identification data pertaining to the 32 and cal1 record update tables 38 are preferab ly performe_d 

calUngparty. For example, ^ "lookup" scrip t i s invo ked as by srripts, as described above, that are invoked at a p rede- 

a r&lfltn? an inhound call and a "save" script is invo ked termined date and time, for example, at trie end_ ot"cacn day. 

wh en an agent terminates an inbound call. The call record 40 Referring to FIG. 4, the pref erred method of processing 

finder 30 preferably includes at least a first searching or inbound telephone calls with outbound call records begins 

"lookup" script that searches for a matching call record by receiving an inbound telephone call, step 210, together 

based on an automatically identified telephone number with an automatically identified telephone number, for 

obtained, for example, with Automatic Number Identifica- example, using Automatic Number Identification (ANI). 

tion (ANI). The call record finder 30 can include a secondary 45 The appropriate updated call record table 38 is first searched 

searching script that searches for a matching call record for an updated call record having a telephone number 

using requested information provided by the calling party, matching the automatically identified telephone number, 

such as a zip code, name, account number, order number or step 212. If a matching call record having a matching 

any other data present in a searchable key field 52 (FIG. 2) telephone number is found, the matching call record is 

in the call record index table 32. If either searching script 50 transmitted to an agent terminal for use in processing the 

finds the identification data (i.e., the automatically identified inbound call and updating the call record accordingly, step 

telephone number or requested information) in the key field 214. Using the automatically identified telephone number to 

52 of one of the indexed call records 46 in the call record search for the matching call records, allows the searching to 

index table 32, the matching call record data is retrieved be performed automatically and invisible to the agent, 

from the outbound call lists 34 based upon the call record 55 allowing the agent to perform other tasks while the matching 

identifier. The matching call record is preferably returned as call record is found. 

a text string including the call list name, record number, a If an updated call record having a matching telephone 

time stamp, and the fields containing the call record data. If number is not found in the call record update table, the call 

no matching record is found, only a time stamp is returned record index table 32 is searched for an indexed call record 

and a new call record is generated, as described in greater 60 having key field data that matches the telephone number, 

detail below. step 216. If an indexed call record having the telephone 

In the exemplary embodiment, the call record updater 36 number is found in the call record index table, the most 

is also implemented in the form of a script that is invoked by recent call record corresponding to that indexed call record 

the inbound call campaign manager 60 to record updated is retrieved from the appropriate call list 34, step 218, and 

call records in the call record update tables 38. The script 65 the call record is transferred to the agent, step 214. 

inserts a row in the appropriate record storing table for the If no call recQids-areJfcund with a matching t elephone 

particular application by sending the call list name, record number, other information, such as the zip code and name of 
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the calling party, are obtained from the calling party, step 
220, upon request by an agent or a VRU. The requested 
information is used to search for an updated call record in 
the appropriate call record update table 38 having informa- 
tion that matches the requested information, step 222. If a 
matching updated call record with matching information is 
found in the call record update table, the matching call 
record is transferred to the agent and updated accordingly, 
step 214, as a result of the inbound call. If an updated call 
record with matching information is not found, the call 
record index table 32 is searched for an indexed call record 
having key field data matching the requested information, 
step 224. If a matching indexed record is found, the corre- 
sponding call record is retrieved from the call list, step 218, 
and transferred to the agent, step 214. 

If no matching call record is found, in either the updated 
call record table or the call record index table, the agent is 
notified that no message was found, step 226, for example, 
by displaying the message "NO FOUND MESSAGE" on 
the display of the agent's terminal. The agent will then 
generate a new call record, step 214, as a result of the 
inbound call. The updated call records and new call records 
generated by the agent are stored in the appropriate call 
record update table 38, step 228, as described above. 

Accordingly, the inbound/outbound call record process- 
ing system and method of the present invention allows call 
records in outbound call lists to be accessed and used for 
inbound telephone calls. The inbound/outbound call record . 
processing system and method efficiently and automatically 
retrieves matching call records (if any) from the outbound 
call lists and provides the call records to an available agent, 
thereby minimizing the time that the calling party must wait 
and possibly preventing unnecessary questions from being 
asked by the agent. Furthermore, the inbound/outbound call 
record processing system and method updates the call 
records in an outbound call list with any changes that have 
been made as a result of inbound telephone calls and 
prevents redundant outbound telephone calls from being 
made after an inbound call is received. 

Modifications and substitutions by one of ordinary skill in 
the art are considered to be within the scope of the present 
invention which is not to be limited except by the claims 
which follow. 

What is claimed is: 

1. An inbound/outbound call record processing system, 
for processing call records for use with both inbound tele- 
phone calls and outbound telephone calls in a telephone call 
center, said system comprising: 

at least one outbound call list including a plurality of call 
records, wherein each of said plurality of call records 
includes a record identifier and a plurality of data fields; 

a call record index table including a plurality of indexed 
call records corresponding to said plurality of call 
records in said at least one outbound call list, wherein 
each of said plurality of indexed call records includes 
a record identifier corresponding to said record identi- 
fier of one of said plurality of call records in said at least 
one outbound call list and includes at least one search- 
able key field; 

a call record finder, responsive to at least one inbound 
telephone call from a calling party, for receiving iden- 
tification data associated with said calling party, for 
searching at least said call record index table for key 
field data matching said identification data, for obtain- 
ing a record identifier of a matching call record having 
said key field data matching said identification data, 
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and for retrieving said matching call record from said 
outbound call list; and 
a call record index table creator/updater, for creating said 
call record index table based on said at least one 
5 outbound call list, and for updating said call record 
index table based on changes to said at least one 
outbound call list. 

2. The system of claim 1 wherein said identification data 
includes an automatically identified telephone number of 

10 said calling party, and wherein said searchable key fields of 
each of said plurality of indexed call records includes a 
telephone number. 

3. The system of claim 1 wherein said identification data 
includes requested information provided by said calling 

15 party. 

4. The system of claim 3 wherein said requested infor- 
mation provided by said calling party is selected from a 
group consisting of: a name, a zip code, and an account 
number. 

20 5. The system of claim 1 further including an exclusion 
list, for listing call records to be excluded from outbound 
telephone calls, wherein each said matching call record 
found by said call record finder is placed in said exclusion 
list. 

25 6. The system of claim 1 further including: 

at least one call record update table, for storing a plurality 
of updated call records that have been updated as a 
result of inbound telephone calls; and 
a call record updater, responsive to a completion of said 
30 at least one inbound telephone call, for inserting an 
updated call record into said at least one call record 
update table. 

7. The system of claim 6 wherein said at least one call 
record update table is searchable by said call record finder. 
35 8. The system of claim 6 further including a call list 
updater, for updating said outbound call list with said 
updated call records in said at least one call record update 
table. 

9. An inbound/outbound call record processing system, 
for processing call records for use with both inbound tele- 
phone calls and outbound telephone calls in a telephone call 
center, said system comprising: 

at least one outbound call list including a plurality of call 
45 records, wherein each of said plurality of call records 
includes a record identifier and a plurality of data fields; 
a call record index table including a plurality of indexed 
call records corresponding to said plurality of call 
records in said at least one outbound call list, wherein 
50 each of said plurality of indexed call records includes 
a record identifier corresponding to said record identi- 
fier of one of said plurality of call records in said at least 
one outbound call list and includes at least one search- 
able key field; 

55 a call record finder, responsive to at least one inbound 
telephone call from a calling party, for receiving iden- 
tification data associated with said calling party, for 
searching at least said call record index table for a 
searchable key field matching said identification data, 

60 for obtaining a record identifier of a matching call 
record having said searchable key field matching said 
identification data, and for retrieving said matching call 
record from said outbound call list; 
an exclusion list, for listing call records to be excluded 

65 from outbound telephone calls, wherein each said 
matching call record found by said call record finder is 
placed in said exclusion list; 
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at least one call record update table, for storing a plurality 
of updated call records processed for inbound tele- 
phone calls; 

a call record updater, responsive to a completion of said 
at least one telephone call, for inserting an updated call 5 
record into said at least one call record update table; 
and 

a call record index table creator/updater, for creating said 
call record index table based on said at least one 
outbound call list, and for updating said call record 10 
index table based on changes to said at least one 
outbound call list. 

10. The system of claim 9 wherein said identification data 
includes at least one of an automatically identified telephone 
number of said calling party and requested information 15 
provided by said calling party, 

11. A method for processing call records for use with both 
inbound telephone calls and outbound telephone calls in a 
telephone call center, said method comprising the steps of: 

providing at least one outbound call list including a 20 
plurality of call records, wherein each of said call 
records in said outbound call list includes a call record 
identifier and a plurality of data fields; 

receiving at least one inbound telephone call from a 
calling party and identification data associated with 25 
said calling party; 

locating at least one matching call record having said 
identification data of said calling party in said at least 
one outbound call list; 

placing said matching call record into an exclusion list of 
excluded call records, for excluding said matching call 
record from being used for outbound telephone calls; 

transferring said matching call record to an agent terminal 
assigned to said inbound telephone call and connecting 35 
at least a voice portion of said inbound telephone call 
to said agent, for processing said inbound telephone 
call and updating said matching call record to generate 
an updated call record; and 

inserting said updated call record into at least one call 40 
record update table. 

12. The method of claim 11 wherein the step of finding 
said matching call record includes: 

searching said call record update table for an updated call 
record having said identification data. 45 

13. The method of claim 12 wherein, if said matching call 
record is not found in said call record update table, the step 
of finding said matching call record further includes: 

searching a call record index table for an indexed call 
record having key field data that matches said identi- 50 
fixation data, wherein said indexed call record having 
said key field data that matches said identification data 
includes a record identifier corresponding to said record 
identifier of one of said plurality of call records in said 
at least one outbound call list; and 55 

retrieving said matching call record having said corre- 
sponding record identifier found in said call record 
index tabic from said at least one outbound call list. 

14. The method of claim 13 wherein said identification 
data includes an automatically identified telephone number 60 
of said calling party, and wherein said at least one searchable 
key field of each of said indexed call records in said call 
record index table includes a telephone number correspond- 
ing to said indexed call record. 

15. The method of claim 13 wherein said identification 65 
data includes requested information provided by said calling 
party. 



16. The method of claim 11 further including the steps of: 
creating a new call record when a matching call record is 

not found; and 
inserting said new call record in said call record update 
table. 

17. The method of claim 11 further including the steps of: 
updating said at least one call record table with said 

updated call records in said call record update table; 
and 

deleting said excluded call records from said exclusion 
list. 

18. The method of claim 16 further including the steps of: 
assigning said new call records in said call record update 

table to a new call record table. 

19. A method for processing call records for use with both 
inbound telephone calls and outbound telephone calls in a 
telephone call center, said method comprising the steps of: 

providing at least one outbound call list including a 
plurality of call records, wherein each of said plurality 
of call records in said outbound call list includes a call 
record identifier and a plurality of data fields; 

providing at least one call record index table including 
indexed call records corresponding to said plurality of 
call records in said at least one outbound call list, 
wherein each of said indexed call records includes a 
record identifier corresponding to said record identifier 
of one of said call records in said at least one outbound 
call list and at least one searchable key field; 

providing at least one call record update table, for storing 
updated call records; 

receiving an inbound telephone call from a calling party 
and identification data associated with said calling 
party; 

finding a matching call record having said identification 
data of said calling party, wherein finding said match- 
ing call record includes one of the following steps: 
searching said at least one call record update table for 
an updated call record having said identification data 
of said calling party; and 
searching said call record index table for an indexed 
call record having a searchable key field that matches 
said identification data of said calling party, and 
retrieving, from said at least one outbound call list, 
said matching call record having a record identifier 
that matches a record identifier of said indexed call 
record having a searchable key field that matches 
said identification data of said calling party; 
placing said matching call record into an exclusion list 
of excluded call records, for excluding said matching 
call record from being used for outbound telephone 
calls; 

transferring said matching call record to an agent 
terminal assigned to said inbound telephone call, for 
processing said inbound telephone call and for 
updating said matching call record to generate an 
updated call record; and 

inserting said updated call record into at least one call 
record update table. 

20. The method of claim 19 further including the steps of: 
creating a new call record when processing said inbound 

telephone call when a matching call record is not 
found; and 

inserting said new call record in said ancillary call record 
table. 

21. The method of claim 19 wherein said identification 
data includes an automatically identified telephone number 
of said calling party. 
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22. The method of claim 21 wherein said identification 
data includes requested information provided by said calling 
party, and wherein the steps of searching said at least one 
call record update table and searching said call record index 
table arc first performed using said automatically identified 
telephone number and then performed using said requested 
information. 

23. The method of claim 19 further including the steps of: 
updating said at least one call record table with said 

updated call records in said call record update table; 
and 

deleting said excluded call records from said exclusion 
list. 

24. The method of claim 20 further including the steps of: 
assigning said new call records in said call record update 

table to a new call record table. 

25. A method for processing call records for use with both 
inbound telephone calls and outbound telephone calls in a 
telephone-call center, said method comprising the steps of: 

providing at least one outbound call list including a 
plurality of call records, wherein each of said plurality 
of call records in said outbound call list includes a call 
record identifier and a plurality of data fields; 

providing at least one call record index table including 
indexed call records corresponding to said plurality of 
call records in said at least one outbound call list, 
wherein each of said indexed call records includes a 
record identifier corresponding to said record identifier 
of one of said call records in said at least one outbound 
call list and at least one searchable key field including 
a telephone number; 

providing at least one call record update table, for storing 
updated call records; 

receiving an inbound telephone call from a calling party; 

automatically identifying a telephone number of said 
calling party; 

searching said at least one call record update table for an 
updated call record having said telephone number of 
said calling party; 

if an updated call record having said telephone number is 
not found, searching said call record index table for an 
indexed call record having a searchable key field that 
matches said telephone number of said calling party, 
and retrieving, from said at least one outbound call list, 
said matching call record having a record identifier that 
matches a record identifier of said indexed call record 
having said telephone number of said calling party; 

if an indexed call record having said telephone number is 
not found, requesting information from said calling 
party; 

searching said at least one call record update table for an 
updated call record having said requested information 
of said calling party; 
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if an updated call record having said requested informa- 
tion is not found, searching said call record index table 
for an indexed call record having a searchable key field 
that matches said requested information of said calling 
5 party, and retrieving, from said at least one outbound 
call list, said matching call record having a record 
identifier that matches a record identifier of said 
indexed call record having said requested information 
of said calling party; 

placing a matching call record into an exclusion list of 
excluded call records, for excluding said matching call 
record firom being used for outbound telephone calls; 

transferring said matching call record to an agent terminal 
15 assigned to said inbound telephone call, for processing 
said inbound telephone call and for updating said 
matching call record to generate an updated call record; 
and 

inserting said updated call record into at least one call 

record update table. 
26. A method for processing call records for use with both 
inbound telephone calls and outbound telephone calls in a 
telephone call center, said method comprising the steps of: 
25 providing at least one outbound call list including a 
plurality of call records, wherein each of said plurality 
of call records in said outbound call list includes a call 
record identifier and a plurality of data fields; 
receiving an inbound telephone call from a calling party; 

30 

automatically identifying a telephone number of said 
calling party; 

searching for a matching call record in said outbound call 
list having said telephone number; 
35 if a matching call record having said telephone number is 
not found, the steps of: 

requesting identification data from said calling party; 
and searching for a matching call record in said 
outbound call list having said identification data 
40 provided by said calling party; 

placing a matching call record into an exclusion list of 
excluded call records, for excluding said matching 
call record from being used for outbound telephone 
calls; 

45 transferring said matching call record to an agent 
terminal assigned to said inbound telephone call and 
connecting at least a voice portion of said inbound 
telephone call to said agent, for processing said 
inbound telephone call and for updating said match- 

50 ing call record to generate an updated call record; 

and 

inserting said updated call record into at least one call 
record update table. 

***** 
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